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During the Eighth Malaysia Plan period, a total of RM7.885 billion was 
allocated for ICT-related programs and projects, and the amount allocated 
under the Ninth Malaysia Plan for ICT development was RM12.889 billion. 
Malaysia has successful cases of implementing e-government services. 
However, a recent study about e-service adoption in Malaysia indicated 
that it was growing slowly with a low rate of adoption. Despite the 
enormous research efforts that have been put forth, e-transaction services 
offered by the government agencies often remain underutilized. Studies 
found that citizens were more likely to use e-information services than e-
transaction services, even with both services were offered online in the 
same webpage. As such, it is reasonable for this study to understand the 
reasons why e-transaction service failed to attract the public to use it. 
Besides to determine the key factors that related to the e-transaction use, 
the objectives of the study also to classify the barriers that lead to the less 
usage of e-transaction; and based on the usage pattern on e-transaction 
service, the development of comprehensive framework will be proposed. 




During the Eighth Malaysia Plan period, a total of RM7.885 billion was allocated for ICT-related 
programs and projects, and the amount allocated under the Ninth Malaysia Plan for ICT 
development was RM12.889 billion. For the past two decades, technology adoption scholars 
have paid serious attention towards understanding the factors that influence citizens’ usage of 
online services. However, despite the enormous research efforts that have been put forth, e-
transaction services offered by the government agencies often remain underutilized. Studies 
found that citizens were more likely to use e-information services than e-transaction services, 
even with both services were offered online in the same webpage. As such, it is reasonable for 
this study to understand the reasons why e-transaction service failed to attract the public to use 
it. Besides to determine the key factors that related to the e-transaction use, the objectives of 
the study also to classify the barriers that lead to the less usage of e-transaction; and based on 
the usage pattern on e-transaction service, the development of comprehensive framework will 
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be proposed. This study involved two stages. First, interviews with focus groups (e.g. 
Minister/Secretary General of Housing and Local Government, Mayor, Members of Council, 
Resident' Association) that involved with the e-government in local authorities. The second 
stage is a survey that focuses in Kedah, Penang and Perlis, which all types of local authorities 
(City Council, Municipalities and Districts) will be involved. A data will be collected from the 
citizens who had used at least one e-government service in the past two years. Empirically, this 
study provides a new framework that explains the different determinants of different e-services 
usage by citizens, thus the factors and barriers will be identified. The study is expected to 
produce several findings. Firstly, the findings will identify the main barriers that failed to attract 
the public to use e-services. Secondly, the findings also showed the factors that significantly 
reduces security concerns and perceived risk of cyberattacks. Empirically, this study contributes 
to the body of knowledge as it provides a new framework that explains the influence of 
government cybersecurity preparedness efforts on the determinants of e-services use. As 




Despite all the efforts and predicted benefits, a study about e-government adoption in Malaysia 
indicated that e-service use by the citizens was growing, but at a slow pace (Mohd Idris, Kasimin, 
& Sahari, 2011; Mohsin & Raha, 2007). A study by Mahbob, Nordin, Salman, Sulaiman, and 
Abdullah, (2011) showed that Malaysian citizens were more satisfied with manual methods 
when dealing with the government agencies. In addition, the authors also found the 
respondents used e-information to check summonses for driving violations, but not to make a 
payment through online. Similarly, the Inland Revenue Board of Malaysia (2014) reported that 
the collection of fines over-the-counter (offline service) (US$3.4 million) was more than the 
online method (US$118, 253). Scholars have asserted that the success of e-government depends 
on strong demand and support from citizens (Luna-Reyes & Gil-Garcia, 2011), while several 
other authors mentioned that the benefits of e-government depend on the number of citizens 
that use the services (Mohsin & Raha, 2007). For examples, Dawes (1996) and Brown (2001) 
reported that more than 50 percent of government IT projects failed to achieve their goals. 
While, in the US, 40% of government IT-related projects failed to deliver their intended return 
each year (Benko & McFarlan, 2003). Furthermore, in the UK, Ward and Daniel (2010) reported 
that 70% of IT projects run by government agencies failed to achieve their objective.  
Although the use of e-government services by citizens has been widely examined, the 
differential usage of e-government services by the citizens has not yet been examined in the one 
study. Detection of the factors that hinder to the use of e-transaction services is important for 
the improvement of e-government adoption. The Malaysian government also spent 
approximately RM3.5 billion annually on e-procurement since it was launched in 2002 (Abdul 
Karim, 2003). Hence, it is reasonable for the government to understand the reasons why e-
information usage was higher compared to e-transaction, which is what this study will 
investigate. Evidence reported in the literature proves that previous models of technology 
acceptance have been successfully employed to explain technology adoption from the citizens’ 
perspective (Abd Latif Abdul Rahman,.. Adnan Jamaludin & Zamalia Mahmud, 2011; Al-sobhi, 
Weerakkody, & El-Haddadeh, 2011; AlAwadhi & Morris, 2008; Mei-Ying, Pei-Yuan, & Yung-
Chien, 2012; Wu, Tao, & Yang, 2007). In summary, if the Malaysian government is really 
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concerned about their investment on IT-related expenditure, they need to implement e-
government projects carefully to avoid implementation failure and wasted resources. As 
suggested by Venkatesh, Morris, Davis, and Davis, (2003), further work should be conducted 
beyond the boundaries of the existing models, as additional factors and integrated models will 
lead to a better understanding of usage behaviour. In this regard, the current research aims to 
fill this gap by integrating the unified theory of acceptance and use of technology (UTAUT) 
model with several factors, such as perceived risk and trust, quality of services and quality of 
website, in order to provide a complete picture of the influential factors in the adoption of e-
government services. 
 
TECHNOLOGY ADOPTION IN GOVERNMENT 
Public service delivery through e-government involves demand (citizen) and supply 
(government) to be successful. Although there have been many studies on e-government, little 
is known about the main reasons for the different patterns of e-government use by individuals. 
Previous studies have shown that each side can face obstacles and challenges that may impede 
the success of e- government (Roushdy, 2012). Poor infrastructure that leads to a digital divide, 
limitation of finance, poor data systems and capability, as well as lack of skilled personnel have 
been identified as among the barriers from the supply side (Hashim, 2012). On the demand side, 
most of the limitations are related to issues of the citizens' attitudes towards the technology 
adoption (AlAwadhi & Morris, 2009; Iyer, Baqir, & Vollmer, 2006; Kurfali, Arifoğlu, Tokdemir, & 
Paçin, 2017).  
The vision of the Malaysian government is to build e-government initiatives to serve the citizens 
better and to lead towards the new knowledge-based economy. The vision focuses on delivering 
services from government to citizens and enabling the government to become more efficient in 
serving for the public needs. The introduction of electronic government in the public sector is 
also seen as a driver to improve the services that involve the interactions among the 
government, citizens, and businesses. ICT is seen as a medium to improve the method of service 
delivery; simultaneously, it will improve information flows and processes within government 
agencies as well as to improve the quality of development, coordination, and enforcement of 
policies (Hazman Shah & Kaliannan, 2008). 
 
In the Information Systems Research literature, previous researchers have identified that service 
quality is a key term for determining the success of electronic services (e.g. Petter, DeLone, & 
McLean, 2008)This makes it important to examine the quality of e-services in order to increase 
people’s adoption on e-government services. Several studies have shown that interactive 
government websites promote openness and lead to better service delivery and citizen 
participation in government (Carter & Bélanger, 2005). The results showed that the quality of 
the government website is significantly related to user satisfaction and will therefore determine 
whether users would continuously use the website. As stated by Rotchanakitumnuai (2008) the 
dimensions of the quality of e-services are different from that of traditional services where user 
interface and web designs are absent in traditional services. Failure to obtain the citizen’s 
privacy and security in government portals, information, and other aspects of e-government will 
not result in providing fully electronic services. An increasing lack of confidence in the 
government’s capability to implement e- government services may cause lack of support from 
the citizens. While, in Malaysia, the study by  Lean, Suhaiza Zailani, Ramayah and Fernando 
(2009) shows that perceived relative advantage has a direct positive relationship with 
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technology usage; the more unfriendly or inaccessible are the e-government services, the lower 
is the intention to use the e-government services. 
 
The path towards Vision 2020 and developed nation status by 2020 has been demonstrated in 
the five-year Malaysia Plan and the ten-year Perspective Plan (OPP). Economic development is 
seen as the main catalyst in determining the success of Vision 2020. Therefore, the government 
aims to use ICT as the key factor to maximise the capabilities of the public sector. The 
government has also launched the Public Sector ICT Strategic Plan to ensure that the ICT 
initiatives taken will be in line with the Public Sector ICT Vision. For this purpose, the 
government has introduced various several of ICT plans such as those found in the Eighth 
Malaysia Plan (2001–2005), Knowledge-based Economy Master Plan (2002–2010), Public Sector 
ICT Master Plan (2003), and the Ninth Malaysia Plan (2006–2010) (Hazman Shah & Kaliannan, 
2008). 
 
The vision of the Malaysian government is to build e-government initiatives to serve the citizens 
better and to lead towards the new knowledge-based economy. The vision focuses on delivering 
services from government to citizens and enabling the government to become more efficient in 
serving the public needs. Indeed, by considering a wide range of types and levels of e-
government services, the findings from this study are expected to contribute to the existing 
government policies that related to the technology adoption. In addition, the findings of this 
study will also have practical implications for e-government design and deployment particularly 
for the Malaysian government. The study is likely to identify the main determinants leading to 
users’ decisions making to adopting different e- government services. Thus, by identifying these 
main determinants, it could bring out a new dimension in the e- government implementation. 
Moreover, most governments of the developing countries have limited resources, and thus the 
success of e-government is a must for them to ensure that these resources are allocated and 
spent wisely and needlessly wasted. 
 
THEORETICAL FRAMEWORK 
Several studies on technology acceptance have been conducted and proven in the past. As 
indicated earlier, this research attempts to investigate the factors associated with person’s use 
on e-government services. For that purpose, the research seeks a range of factors identified in 
the literature to examine the link between trust and perceived risk, quality of website and the 
UTAUT model. This study draws on the UTAUT model for several reasons, such as; 
1. The UTAUT model has a theoretical foundation (i.e. conceptually integrated from 
previous models) that is applicable in explaining the relationship between IV, DV and 
the role of moderators. The model is shown in Figure 1. 
2. The UTAUT model proposed by Venkatesh et al., (2003) does not explain some of the 
other factors that are considered important in understanding a user’s acceptance 
and adoption of technology. As suggested by the authors, the high variance on 
prediction in usage behavior that produced by UTAUT should lead to a further study 
by which to investigate and examine additional factors which may lead to better 
understanding of the adoption and usage behavior.  
3. The focus of this study is individuals’ usage of e-transaction services on voluntary 
basis. In this study, as the participation among users of the e-government services 
will also be on voluntary basis, the voluntariness of use will be excluded from this 
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study.  The studies by AlAwadhi and Morris (2009) and Yahya, Nadzar and Abd 
Rahman (2011) showed that voluntariness of use is not relevant for their study as the 
participants’ use of e-government services is highly on a voluntary basis.  
 
Figure 1: Model of United Theory of Technology Acceptance (UTAUT) 
 
Source: Venkatesh, et. al. (2003) User acceptance of information technology: Toward a unified 
view. MIS Quarterly, 27 (3), 425-478. 
Besides the higher explanatory power compared to other models, the decision to use the UTAUT 
as the base model was based on the claim by AlAwadhi and Morris (2009) that the UTAUT model 
provides a more complete picture of the acceptance and use of technology than any models, 
particularly in the developing country (Kurfali et al., 2017). Based on the explanation on 
technology adoption models above, the study used three constructs (Performance Expectancy, 
Effort Expectancy, and Social Influence) in the UTAUT model to examine the relationship 
between predictors and actual use behavior on e-transaction services. As the study examined 
the factors influencing the citizens’ use behavior on technology (G2C), Facilitating Conditions 
were dropped as the variable was only suitable in an organisational setting that deals with the 
technical and software assistance (Yahya et al., 2011).  
 
The UTAUT model has been successfully employed to explain the adoption of different 
information technology services including e-government, internet usage, and e-government 
service adoption (AlAwadhi & Morris, 2009), mobile communication users (Wu et al., 2007),  
mobile banking (Yu, 2012) and digital library (Abd Latif Abdul Rahman, Adnan Jamaludin & 
Zamalia Mahmud, 2011). Oshlyansky, Cairns, and Thimbleby (2004) proved that the robustness 
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of the UTAUT model is suitable to be used and explained cross-culturally, outside its original 
country and language of origin. The study was conducted in several countries, including Czech 
Republic, France, Greece, India, Malaysia, Netherlands, New Zealand, Saudi Arabia, South Africa, 
the United Kingdom and the United States. However, despite those successes, the UTAUT model 
that proposed by the studies has an inability and failed to integrate other factors in addressing 
any issues related to e-government acceptance. Therefore, these limitations indicate the 
relevant gaps that this study needs to address in proposed model. 
 
METHODOLOGY  
The respondents of this study will be recruited from the Northern States (e.g. Penang, Kedah 
and Perlis) in Peninsular Malaysia. The methodology of research includes a combination of both 
quantitative and qualitative methods. A qualitative method includes focus group discussion with 
the participants that involved with the e-government implementation in local authorities. Focus 
group discussion will include organizational leaders from different aspects of societies such as 
Minister/ Secretary General of Housing and Local Government, Members of the Council (the 
Council, the District Council), President of the Council, Residents' Association, Local Government 
Partnership (e.g.; MAMPU), Local Community leaders and Local government executives. While 
for quantitative method, a data will be collected from the citizens who had used at least one e-
government service in the past two years. The inclusion criterion for the sample frame for this 
study was the use of at least one of e-government service. This criterion is set because the main 
objective of this study is to understand the main determinants influencing an individual's 
pattern of e-government service use. A questionnaires survey will be distributed to 1000 
respondents for each state that consists all type of locals councils (city, municipal, district 
councils) 
Prior to generating the questionnaire, the constructs will be identified based on the interview 
results. As suggested by Straub (1989), a researcher is advised to use previously-validated 
instruments especially when employing survey methods. Therefore, the questionnaire in this 
study adopted previously-validated constructs in the information systems field.  
Given the research aim and objectives as outlined above, the study will employ the template 
analysis approach to data analysis for the interview results. King (2004) explains that template 
analysis is well suited to the analysis of any kind of data that is associated with different levels of 
experiences or perspectives. Furthermore, the template analysis approach was appropriate for 
this interview because the main purpose of the analysis was to find, explore and describe 
individuals' pattern of usage of e-government services in Malaysia.  
As the main objective of this study was to identify the factors associated with technology use, 
multiple linear regressions will be utilised. Statistical software package IBMSPSS will be used to 
analyse the relationship between the predictors and the outcome variables.  
 
PROPOSED THEORETICAL FRAMEWORK 
The research identified from the literature a range of factors that may explain an individual’s use 
or non-use of specific e-government services. Figure 2 displays the proposed conceptual 
framework which incorporates the factors that may be expected to be associated with an 
individual’s usage of e-transaction services. The factors were derived from the UTAUT model as 
well as perceived risk and the trust in the Internet, quality of the websites and services.  
Figure 2: Proposed Theoretical Framework 
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The main objective of this paper is to investigate the factors that will influence an individual’s 
usage on different e-government services. The study used the  UTAUT model and integrated 
with several factors that retrieved from extant literature to design the conceptual framework. 
This research contributes to theoretical knowledge in that finding from correlation analysis, it 
could  identify the main determinants that lead to the individual decisions making on e-
government usage. The adoption rate is very low in e-government usage and perhaps, having 
this knowledge will bring out a new dimension to all tiers of governments to improve their 
services and increase the adoption rate. Besides that, future study, particularly the interview 
approach has to be undertaken to re-evaluate or test the proposed framework.  
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